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Through questionnaire survey and in-depth 
interviews, the study investigated the desired 
features, marketing strategies, and policies of 
real-time digital reference services from students’ 
perspectives. The project was executed in two 
phases using different research methods: 
in-depth interviews were conducted during the 
questionnaire development phase, questionnaire 
survey was used in the large scale survey of 
users’ attitudes. The survey results reflected the 
actual habits, need, and attitudes of current and 
potential users. Further analyses revealed the 
differences of need and attitudes of students of 
various majors and backgrounds. The findings 
could help academic libraries better serve and 
effectively attract target users. 
一、緒論 
不論是透過專屬的或即時通訊軟體（如 ICQ, AIM, 
MSN 及 Yahoo Messenger 等），美國大學圖書館間提
供即時數位參考服務甚為普遍。舉例而言，研究者













(DIG_REF) 數 位 參 考 服 務 的 電 子 郵 件 討 論 群 

































































































                      表一 樣本身分別與比例 











總和 100.00%  100.00%
 
表二 研究樣本學科、學院背景 
學院 工 社管 文 理 農 生科 總和 








（44.22%），其餘 A 與 C 二校均佔七成左右（70.07%
與 75.68%）。有高達 22.22%的同學表示於上學期平
均每週使用圖書館不到一次，其中一半的同學來自




C 校 學 生 自 認 每 週 進 館 使 用 四 至 七 日 之 間
（60.81%），超過三分之ㄧ認為自己每週進館在六至
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七天之間（34.46%），他校的眾數則分別落在每週三


















                       表三 學生使用圖書館狀況 
  自修 借還書 找資料 問問題
平均值 3.28 3.50 3.40 1.92 
眾數 4.00 4.00 4.00 2.00 




















          表四 學生向館方/參考館員詢問問題所使用的方式 
  面對面 E-mail 電話 BBS 即時數位 
平均值 2.97 1.59 1.56 1.51 1.21 
眾數 3 1 1 1 1 














近 四 成 同 學 將 打 電 話 詢 問 列 為 第 二 優 先
（41.82%），所持的理由有三 : 方便快速、直接
撥 打 校 內 分 機 很 方 便 以 及 不 面 對 面 就 不 會 緊













































































































21 至 22 點間才開始連線，多止於午夜左右。傍
晚時段亦有過半數同學（50.11%）會上線，再其
次為下午時段（39.42%），上午便會上網者僅佔




調查前述 82 所美國百大名校時亦發現，有 19 所
圖書館的即時數位參考服務的關閉時間比實體









約為 15 小時，高達 9.87%的同學填 24 小時「掛
在」即時通訊軟體上，另有 9.42%的同學上線時
數在 8 至 12 小時之間。圖一顯示出同學主觀知
覺中平均每日使用即時通訊的時間及人數百分
比。依學生所屬學院分析發現，工學院學生利用












































們利用 MSN 的平均時間較長（t=2.77, p <.01）。在
12 個可能致使同學嘗試此服務的原因中，被超過半
數同學勾選者依序為快速（76.81%）、可多工處理 















































































表六 平均值或眾數值達 4.00 以上的期望選項(依平
均序值排列) 
期望項目 平均值 眾數
答案正確很重要 4.42 5 














3.80  4 
最好不要叫我安裝下載程式 3.77  4 
我希望這種服務是由館員親自
回答 
3.63  4 
我希望這種服務不要驗證姓名
學號職員代號等 
3.59  4 
我願意接受館員叫我自己到圖
書館查紙本資料 








3.13  4 
*平均值達 4.00 及以上者以灰底框出 















































































































































學生只佔 14.03%，其中 B 校樣本對此選項的勾選
比例較高，而且 B 大學生在以研究室為發問地點的
選擇比例也偏高（佔 59.06%），經單因子變異數分











































閉時間訂在夜間 9 點或以後，關閉時間在午夜 12 點

































































































[1] 資料來源: http://www.ptt.cc/statistics.html. 檢
索日期: 96 年 9 月 30 日 
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全美前 100 名大學中提供圖書館即時數位參考服務者之排名、校名以及的網址。 
排名 校名 即時數位參考服務網址 
1 Princeton University (NJ)               http://libweb.princeton.edu/help/sub.php 
3 Yale University(CT) 
http://www.library.yale.edu/reference/asklive/index.
html 
5 University of Pennsylvania http://refchat.library.upenn.edu/ 
8 Duke University(NC) http://library.duke.edu/libraries/askus.html 
9 Columbia University(NY) 
http://www.columbia.edu/cu/lweb/services/reference
/ 
12 Washington University in St. Louis http://library.wustl.edu/research/reference.html 
12 Cornell University(NY) 
http://campusgw.library.cornell.edu/services/askalib.
html 
14 Brown University(RI) http://dl.lib.brown.edu/libweb/askalib.php 
14 Northwestern University(IL) 
http://www.library.northwestern.edu/reference/assist
ance/ 
14 Johns Hopkins University(MD) 
http://www.library.jhu.edu/services/askalib/index.ht
ml 
17 Emory University(GA) http://web.library.emory.edu/using/question.html 
19 University of Notre Dame(IN) http://www.library.nd.edu/reference/asklib/ 
22 Carnegie Mellon University(PA) http://www.library.cmu.edu/Research/ask.html 
23 University of Virginia  http://www.lib.virginia.edu/questions.html 
23 Georgetown University(DC) http://www.library.georgetown.edu/resource/faq.htm
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25 University of Michigan—Ann Arbor  http://www.lib.umich.edu/askus/ 
27 University of Southern California 
http://www.usc.edu/libraries/services/ask_a_libraria
n/ 
28 University of North Carolina—Chapel Hill http://www.lib.unc.edu/livehelp/ 
28 Tufts University(MA) http://www.library.tufts.edu/tisch/ra/im.htm 
30 Wake Forest University(NC) 
http://ewake.wfubmc.edu:88/library/forms/askalibrar
ian.html 
31 Lehigh University(PA) http://www.lehigh.edu/library/onlineref.html 
31 Brandeis University(MA) http://lts.brandeis.edu/research/help/ask/index.html 
33 College of William and Mary(VA)  http://vrlplus.cb.docutek.com/aserl-wm/vrl_entry.asp
34 New York University http://library.nyu.edu/ask/ 
35 University of Rochester(NY) http://www.library.rochester.edu/index.cfm?page=15
5&referralpage=0&fromchat=yes 
35 Georgia Institute of Technology  http://www.library.gatech.edu/services/help.php 
35 Boston College http://www.bc.edu/libraries/research/s-ask/ 
38 University of Wisconsin—Madison  http://www.library.wisc.edu/ask/ 
38 University of California—San Diego  http://libraries.ucsd.edu/services/ref_chat.html 
38 University of Illinois—Urbana-Champaign http://www.library.uiuc.edu/askus/ 
41 Case Western Reserve University(OH) http://library.case.edu/ksl/ref/ask.html 
42 University of Washington  http://www.lib.washington.edu/about/contacts.html
42 University of California—Davis  http://www.lib.ucdavis.edu/ul/help/ 
44 University of Texas—Austin  http://www.lib.utexas.edu/services/reference/ 
44 University of California—Santa Barbara  http://www.library.ucsb.edu/help/ask/index.html 
44 University of California—Irvine  http://www.lib.uci.edu/services/ask/ask.html 
48 
Pennsylvania State University—University 
Park  http://ask.libraries.psu.edu/?stream=8 
49 University of Florida  http://www.uflib.ufl.edu/ask/ 
50 Syracuse University(NY) 
http://library.syr.edu/information/reference/index.ht
ml 
50 Tulane University(LA) http://library.tulane.edu/help/index.php 
54 Pepperdine University(CA) http://library.pepperdine.edu/services/ask/ 
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54 University of Maryland—College Park  http://www.lib.umd.edu/help.html 
57 Ohio State University—Columbus  http://library.osu.edu/help/im 
57 Boston University http://www.bu.edu/library/ask/index.html 
59 University of Pittsburgh  http://www.library.pitt.edu//reference/#IM 
59 University of Georgia  http://www.libs.uga.edu/chat/ 
62 Texas A&M University—College Station http://tamucb.cb.docutek.com/vrlplus/vrl_entry.asp
62 Worcester Polytechnic Institute(MA) 
http://www.wpi.edu/Academics/Library/Help/refchat
.html 
64 Purdue University—West Lafayette(IN)  http://askalib.lib.purdue.edu/ 
64 University of Iowa  http://www.lib.uiowa.edu/contact/ask/index.html 
67 Fordham University(NY) 
http://www.library.fordham.edu/asklibrarian/asklibra
rian1.html 
67 Miami University—Oxford(OH)  http://www.lib.muohio.edu/help/ 
67 Clemson University(SC)  http://www.lib.clemson.edu/guides/askus/index.htm
67 Southern Methodist University(TX) http://www.smu.edu/cul/ask/ 
71 University of Minnesota—Twin Cities  https://umn.cb.docutek.com/vrlplus/vrl_entry.asp 
71 Virginia Tech  http://www.lib.vt.edu/services/liveref.html 
71 University of Delaware  http://www2.lib.udel.edu/ref/askalib/ 
71 Michigan State University  http://www2.lib.msu.edu/contact/askalib.jsp 
75 Baylor University(TX) http://www.baylor.edu/lib/rli/index.php?id=47217 
75 Indiana University—Bloomington  http://www.libraries.iub.edu/index.php?pageId=43 
79 University of California—Santa Cruz  http://library.ucsc.edu/ref/ucchat/ 
79 University of Colorado—Boulder  http://ucblibraries.colorado.edu/askus.cfm 
82 St. Louis University 
http://www.slu.edu/libraries/pius/services/reference/
askalibn.html 
82 SUNY—Binghamton  
http://library.lib.binghamton.edu/webdocs/askalibrar
ian.html 
82 Marquette University(WI) http://www.marquette.edu/library/askus/ 
85 North Carolina State University—Raleigh http://www.lib.ncsu.edu/libref/ 
85 American University(DC) http://www.library.american.edu/ask/index.html 
85 Iowa State University  
http://www.lib.iastate.edu/libinfo/askalib/qp_askalib.
html 
 ဦ३ᐡጯᄃྤੈࡊጯ 33Ğ2ğĈ48 – 63 Ğϔ˝Ȉ̱ѐȈ͡ğ  63 
85 University of Kansas  http://www.lib.ku.edu/askalibrarian/ 
91 University of Alabama  http://www.lib.ua.edu/forms/ask.htm 
91 University of Missouri—Columbia  
http://mulibraries.missouri.edu/showmehow/askaque
stion.htm 
91 University of Nebraska—Lincoln  http://www.unl.edu/libr/ask/ 
91 University of Tulsa(OK) http://www.lib.utulsa.edu/contact.htm 
96 SUNY—Stony Brook  
http://sunysb.edu/~library/services/reference/ask.htm
l 
96 University of Tennessee  http://www.lib.utk.edu/refs/askusnow/ 
96 University of Vermont  http://library.uvm.edu/guides/ask/ 
96 University of Arizona  
http://www.library.arizona.edu/help/ask/index.html#
chat 
96 University of the Pacific(CA) http://library.uop.edu/refdesk.asp 
96 University of California—Riverside  
http://library.ucr.edu/?view=help/ask_a_librarian.ht
ml 
96 Illinois Institute of Technology https://www.gl.iit.edu/services/ref/ask.htm 
96 Northeastern University(MA) http://www.lib.neu.edu/services/ask_a_librarian/ 
96 University of Massachusetts—Amherst  http://www.library.umass.edu/ask/index.html#chat 
 
